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Introduction
Best Western York House Hotel needs effective administrative processes to maintain operational efficiency in its dynamic hospitality industry. During the hotel placement, I was involved in the observation of the administrative activities of the Front Office Department at Best Western York House Hotel in a supervisory role. I performed guest service coordination for check-ins with reservation issue resolution while taking on managerial tasks which involved occupancy report observation and interdepartmental communication duties (Bardi, 2014). My hotel placement experience allowed me to gain important knowledge about hotel administration by observing operational efficiency and guest relations together with problem-solving approaches for quick hospitality settings.
Learning Objectives:
· To understand the key administrative functions within the Front Office.
· Work-readiness skills such as communication, interpersonal, and time and task management.
· To analyze technical knowledge and its role in effective hotel administration.
· To reflect on an operational issue encountered and propose solutions.
· To assess the impact of this experience on my professional development in hospitality management (Fanthome, 2017).
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Gibbs Reflective Model
Description
The Front Office Supervisor mentored me through my placement responsibilities where I learned to handle reservations in addition to guest service requests and complaints management. I spent my time at the placement carrying out check-in/check-out operations and maintaining room assignments in addition to daily documentation tasks (Hayes, Ninemeier and Miller, 2017).



Feelings
When I first started front-office work it felt excessive due to its high-speed operations. Front-office supervisors needed to handle operational efficiency alongside guests by making fast choices while doing multiple tasks at once. With time and experience, I developed stronger abilities in administrative work and faced problems head-on (McLeod, 2024).
Evaluation
My time spent at Front Reception gave me important communication skills because I needed to handle both external guests and internal staff members. Cooperation with housekeeping teams and finance staff allowed me to enhance my teamwork efficiency for operational effectiveness. The duty of addressing guest complaints allowed me to enhance my ability to tackle problems.
Analysis
Through this experience, I strengthened my knowledge of how technical expertise is a key factor in hotel administrative functions. The correct operation of the Property Management System (PMS) served as a critical requirement to monitor guest bookings together with payments. Naica University's service quality management principles supported my success in guest expectation handling.
Conclusion
I understood efficiency in administration controls both guest satisfaction and operational efficiency directly. Effective task organization stands as a fundamental requirement for someone who holds a supervisory position in hotel administration.
Action Plan
I will seek to participate in extra training by enhancing my professional knowledge regarding the hotel PMS software industry. Relate time management to a framework of steps that one uses to organize the priorities of the tasks that are in a particular timetable. I also aim to develop a better capacity to address the issues that may be raised by guests through improving conflict-solving skills.
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Hospitable skills are crucial since they help exaggerate the proficiency of hotel services and achieve satisfactory guest satisfaction. Based on the experience of the present study three areas of skills were identified as critical (ASET, 2017):
1. Communication and Interpersonal Skills
Effective and business-like communication is therefore very important to ensure proper coordination between various company departments for instance the housekeeping department, finance department and the sales department. Managing relations with guests involves communication and interpersonal skills such as compassion and effective listening in order to satisfactorily handle complaints from guests in order to improve customer satisfaction.
2. Teamwork and Task Management
Teamwork means that departments in the organization work conveniently to achieve the set goals and objectives of the organization. Effective task management skills ensure that reservations are well managed thereby avoiding cases of mistakes when checking in or checking out guests (QAA, 2018).
3. Technical Knowledge
The effective use of Property Management System (PMS) software facilitates those routine tasks that include reservation, accounting and documentation. Excellent awareness of the many policies within a hotel and financial processes is advantageous in decision-making and in maintaining legal compliance (Ismail, 2018).
Application of Technical Knowledge
Some of the technical activities that I carried out during my placement are as follows: During the internship, I installed the working knowledge of the Opera PMS by performing bookings, and payments and the management of the guest profiles. Updating statuses of reservations helped in ensuring: There was improved accuracy in managing bookings in real-time thus helping in avoiding any collision in bookings made. Moreover, I was in charge of the daily occupancy report or the revenues collected, which was useful in managing the rooms and the collection of funds. They are valuable in ensuring that various administrative tasks running the organization are carried out accurately and proficiently hence increasing the likelihood of guests’ satisfaction (UK Hospitality, 2024). 
[bookmark: _Toc190385128]Section 3: Reflection on Organisational Issues
Issue Encountered: Guest Overbooking and Reservation Conflicts
One dilemma that I faced in my placement was the case of what can be referred to as guest overbooking where several guests arrived expecting to secure a room through the accommodation provider but there were not enough rooms. This issue had operational implications such that it affected the guests thus suffering a negative impact from efficiency in the hotel. Overbooking also resulted in client dissatisfaction and stress on the employees of the front office to fix this issue (Hospitality Net, 2022).
Impact on the Department and Operations
The overbooking had some negative outcomes as explained below. The service delivery was impacted directly by guest dissatisfaction as they did not get a proper place to stay as agreed through the complaints they lodged. Staff morale dipped because the employees had to face impatient customers as well as address the changes in plans. Also, reputation management turned into an issue as customers who have had a bad experience in the hotel can easily go to social networks and take different kinds of measures to influence other people’s opinions (Johnston and Clark, 2014).

Proposed Solutions
To that end, there are several solutions that can be taken to deal with this problem: Such a case would mean that improved forecasting and the management of revenue would enable one to avoid overbooking by factoring possibilities from past occupancy. Departments must be connected to improve the communication concerning occupancy status and improve the Front Office and Revenue Management responsibilities. Additionally, the issues of compensation include providing the guest with other accommodation options, such as upgrading them to a higher room or other services free of charge as a way of preventing customer disgruntlement and retaining guests (Fallon and Rutherford, 2020). 
[bookmark: _Toc190385129]Conclusion and Action Plan
I believe that the experience I got at Best Western York House Hotel during my placement has enriched my knowledge of hotel administration mostly on communication, teamwork and technical knowledge. Supervising the Front office increased my understanding of timeliness and efficiency, as well as guest services management. These problems made it very clear that it was necessary to be engaged in constant problem-solving and cooperate with other departments through coordination. Ideally, in the next five years, there ought to be some enhancement in leadership and decision making hence I hope to receive training in revenue management and further skills in hospitality. Enhancing my knowledge of the operation of PMS software and comprehension of other aspects of strategic pricing will assist me in enhancing my readiness for managerial positions. Further, I will establish myself as a professional and get a mentor so as to ensure that I get acquainted with the existing trends in the field. I have gained even more determination to continue growing in knowledge and experience so that I am well fit to make a significant contribution to the hospitality sector with a diploma in hotel management as a solid core.
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